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 A B S T R A C T  
Covid-19 Pandemic currently has an impact on a variety of fields, one of which is 
logistics services, especially in freight forwarding services whose trends are increas-
ing. Firstly, the study aims to explore service quality dimension and analyze the gap 
between customer perceptions and expectations of the logistics services using the 
SERVQUAL method. Secondly, the study aims to know the correlation between ser-
vice quality towards customer satisfaction and customer loyalty in logistics services. 
This study was designed as a qualitative research by using theoretical reviews based 
and was supporting by previously research. The basic concept underlined by this the-
oretical review are the SERVQUAL method, customer satisfaction and customer loy-
alty. By  critical  review  and classifying the result of previous researches, this research 
found some propositions: (1) The five dimensions of SERVQUAL can shape the qual-
ity of services in logistics services (2) The quality of logistics services consisting of 
SERVQUAL dimensions has a significant correlation to customer satisfaction (3) 




Covid-19 (Corona Virus Disease) is a virus that has started to spread throughout the world including in 
Indonesia since the end of 2019. Covid-19 confirmation cases in Indonesia are increasing every day and the 
peak is in April-June 2020 where many sectors are involved suffered losses and companies began to reduce 
the number of workers and some even decided to go out of business. However, there are a number of busi-
ness sectors that have an increasing trend during the Covid-19 pandemic, one of which is logistics services, 
especially in freight forwarder services. As we know, most people prefer to make ends meet by shopping 
online rather than having to go to public shopping places to avoid direct interaction with many people who 
can cause the possibility of contracting the Covid-19 virus. This is what causes the growth of demand for 
freight forwarder services in Indonesia. 
 
 
2. THEORETICAL FRAMEWORK AND HYPOTHESES 
Service Quality 
Basic quality is defined as suitability in use and product features that meet customer needs to build 
customer satisfaction (Juga, et al., 2010). Quality of service is the rate of excellence expected and control over 
the level of excellence to meet customer desires (Tileng et al., 2013). Customer perceptions on services some-
times different with customer expectations. What customers feel after using a service is not necessarily what 
they expected beforehand. Previous studies also show that the quality of service really needs to be consid-
ered, especially in service companies such as logistics services. 
Gronroos (1984) identifies two dimensions of service quality, functional quality and technical quality. 
Functional quality determines the quality of service from how the process of a customer getting a product or 
service. While technical quality determines the quality of service from what consumers get as a result of a 
production process. The two dimensions of service quality stated by Gronroos can conclude that customers 
are not only interested in what they receive as a result of a production process, but the process itself can also 
have an effect on customer satisfaction. The level of customer service as the objective of the functioning of 
the logistics system acts as a scale of the quality of service provided by an organization or company (Kad-
lubek & Grabara, 2015).  
* STIE Perbanas Surabaya, Nginden Semolo Street 34-36, Surabaya, Indonesia, Email: andinianastasia3011@gmail.com 
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Parasuraman, Zeithaml and Berry (1985) formed an instrument for measuring service quality called 
SERVQUAL. Basically, SERVQUAL has 10 dimensions, but it has been simplified by Parasuraman in 1988 
(Yousapronpaiboon, 2014) into 5 dimensions, namely as follows: 
1. Tangibles, refers to physical facilities, equipment, personnel, and communication capabilities. 
2. Reliability, refers to the ability to perform services reliably and accurately. 
3. Responsiveness, refers to the willingness to help customers and provide prompt service. 
4. Assurance, refers to the knowledge, courtesy of employees and the ability to convey customer trust and 
confidence in service providers. 
5. Empathy, refers to the care or attention given to each customer. 
Several previous studies using the SERVQUAL model stated that this model is the most accurate model 
in measuring service quality (Roslan, et al., 2015; Winarno, 2018; Tileng, et al., 2013; Kadlubek & Grabara, 
2015, Limburg, et,al., 2016). 
  
Customer Satisfaction  
According to Kotler (Heart & Juliati, 2019), customer satisfaction is a happiness or disappointment feel-
ing of someone who appears after comparing perceptions or impressions of the performance of a product or 
services and its expectations. Oliver (1980) states that the concept of satisfaction has been widely used for 
decades in the literature examining various kinds of industries. Based on the previous studies that concern 
in customer satisfaction, Oliver (1980) proposes the theory of "expectation inconformity", which means that 
customers will feel satisfied if their goods exceed their expectations and customers will feel dissatisfied when 
their expectations exceed the actual conditions. Anderson, et al. (1994), emphasized that satisfaction should 
be viewed as an assessment based on experience about a particular product or service. In several previous 
studies, it has shown a direct relationship between customer satisfaction and customer loyalty (Shen & Liu, 
2010; Saura, et al. 2008; Fauzi & Suryani, 2019). 
 
Customer Loyalty 
The concept of loyalty, which is also widely studied in the literature, not only shows loyalty to the be-
havioral dimension characterized by repeat purchases, but also loyalty to the attitude dimension which refers 
to emotional and positive feelings towards a company (Oliver, 1999). Caruana (Also, et al., 2010) states that 
loyalty is the extent to which a customer shows repeat purchase behavior from a service provider, has a 
positive attitude towards the service provider, and considers only using this provider when the need for this 
service exists. Loyalty shown by customers is generally driven by customer satisfaction factors. Customers 
who are satisfied with the performance of a company will make these customers more loyal to the company. 
The greater the level of customer satisfaction with the services provided by the company, the greater the level 
of customer loyalty to the company (Hati & Juliati, 2019). 
 
The Effect of Service Quality towards Customer Satisfaction 
Service quality and customer satisfaction are related concepts that are sometimes understood as si-
nonim, especially by practitioners, but theoretical and empirical research mostly support the view that they 
are different concepts where quality performance leads to satisfaction (Also, et al., 2010). The better the qual-
ity of services provided by a company, the higher the level of satisfaction felt by customers. Hati and Juliati 
(2019) found that logistics service quality has a positive and significant effect on the level of customer satis-
faction. In addition, several other studies also agree with this, where service quality is very influential on 
customer satisfaction (Sheng & Liu, 2010; Fauzi & Suryani, 2019; Gong & Yi, 2018). 
 
The Effect of Customer Satisfaction towards Customer Loyalty 
Kotler (Rajab, 2016) states that customers will feel satisfied if their expectations are met, and feel very 
happy if their expectations are exceeded. Satisfied customers are more likely to remain loyal for a longer 
period of time, are less sensitive to price changes and will also more often talk positive things about a com-
pany, in this case is a service company. Loyal customers can be a promotional media for the company itself. 
According to Saura, et al. (2008), loyalty is part of an effective business strategy which shows that providing 
the best service quality and achieving customer satisfaction can be the basis for developing a conceptual 
relationship between service quality, satisfaction, and loyalty. The main advantage of customer satisfaction 
is that it triggers customers to spread positive things from the services provided by word of mouth to their 
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friends and other members of the reference group (Gerrard & Cunningham, 2001). 
 
3. RESEARCH METHOD 
This study is designed by qualitative research by using theoretical review based and supporting by 
previously studies that concern in service quality. The basic concept underlyed the theoretical review are 
service quality, customer satisfaction, and customer loyalty. 
 
4. RESULT & DISCUSSION 
The proposition of Service quality, customer satisfaction, and customer loyalty taken from research 
conducted by Sheng & Liu (2010), Fauzi & Suryani (2019), Gong & Yi (2018), Juga & Grant (2010), Saleem & 
Raja (2014), Ganiyu (2017), and Izogo & Ogba (2014). There are 2 relationships between the conceptual frame-
work and previous research, that are relationship between Service quality and customer satisfaction, and the 




Revied Based on Previous Research 
 
Based on the previous studies and several journals that concern in service quality, it stated that SERV-
QUAL dimensions which consists of Tangibles, Reliability, Responsiveness, Assurance, and Empathy 
No. Researchers Countries Research result 
1.  Sheng & Liu 
(2010) 
China - Service quality has a positive relationship 
with customer satisfaction and customer 
loyalty 
- Customer satisfaction significantly 
related to customer loyalty  
2 Fauzi & Suryani 
(2019) 
Indonesia Customer satisfaction has a significant re-
lationship on customer loyalty 




Kong, Japan, South 
Korea, Singapore) 
Overall service quality has a positive in-
fluence on customer satisfaction which in 
turn leads to customer loyalty 
4 Juga & Grant 
(2010) 
Finland Service quality influence loyalty through 
the customer’s overall satisfaction 
5 Saleem & Raja 
(2014) 
Pakistan - Service quality has a direct and 
significant effect on customer 
satisfaction 
- Customer satisfaction has a direct and 
significant effect on customer loyalty 
6 Ganiyu (2017) Nigeria Customer satisfaction is strongly 
related and has potential to enhance 
customer’s loyalty 
7 Izogo & Ogba 
(2014) 
Nigeria - Service quality dimensions has a 
strong positive relationship with 
customer satisfaction 
- Customer satisfaction has a strong 




significantly proven as an appropriate service quality dimension, Service quality has a significant cor-
relation with customer satisfaction, and Customer satisfaction has a significant correlation with cus-
tomer loyalty. 
 






5. CONCLUSION, IMPLICATION, SUGGESTION, AND LIMITATIONS 
From the explanation above, it can be concluded that the SERVQUAL dimensions can shape the qual-
ity of services in logistic services, Service quality has a correlation with customer satisfaction, and customer 
satisfaction has a correlation with customer loyalty.  
The limitation of this research is that it is only a theoretical study which is taken based on the analysis 
of research journals that have been conducted by previous research related to service quality, customer sat-
isfaction, and customer loyalty. In this article, the author does not conduct research, so the authors suggest 
to conduct various studies related to service quality, customer satisfaction, and customer loyalty. This re-
search is a non-empirical theory and there are not many journals used, so it requires a major research that 
discusses service quality, customer satisfaction, and customer loyalty. The author does not explain the re-
search instrument, so it is necessary to describe the research instrument to explore the research. 
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